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摘   要 
 
摘 要 
随着中国电信业重组、3G 与 4G 网络的建设、全业务运营和物联网竞争态势






高效、有序的 IT 系统运营管理体系正在受到运营商越来越多的关注。 
本文选择 IT 支撑系统运营管理体系进行研究。以加强 IT 支撑系统的运营
管理能力、提升运维工作执行力、夯实可持续发展能力为目标，结合运营管理
工作的实际需求，研究分析 A省移动 IT 支撑系统运营管理体系的现状与服务能




本文紧扣 ITIL 服务管理、精细化管理、流程再造理论基础上，对目前 A省
移动 IT 支撑系统的运营管理现状进行分析，并结合调研情况对 IT 运营管理体
系进行优化并实施，为同行业其他企业的 IT 支撑系统运营管理体系建设提供借
鉴。本文实践研究结果表明，ITIL 是最佳实践的成熟度模型，IT 企业可以用此
模型衡量 IT 支撑系统的管理成熟度，并快速、有效的实现最佳运营管理体系。 
 

































With the reorganization of China's telecom industry, the construction of 3G and 
4G network, the formation of the entire business operations and the competitive trend 
of The Internet of things, telecom operators’ IT systems are required to have mobile, 
telephone, broadband, Internet of things among other capabilities which would enable 
them to roll out new business initiatives with high efficiency and flexibility to support 
their ultimate goal of gaining market advantages. Operation management system 
refers to a set of processes and platforms for plan, development, implementation, 
operation and maintenance of high-quality IT services. It emphasizes on the harmony 
and unity of the people, technology and process.  It has universal adaptability and 
adoptability. It emphasizes on the refinement of quantitative management and 
continuous improvement which promote efficient operation and maintenance 
management of IT systems. The increasing demands for high quality IT system 
services have attracted increasing attention from the telecom operators to have highly 
efficient and well managed IT systems. 
This article focuses on the study of operation and management for IT support 
systems.  The goal is to strengthen, improve the quality and increase the efficiency 
of the operation and maintenance of IT support systems. Combined with the demand 
for operation management of the IT support system, the article analyzed current 
operation management and service capabilities of the A Province Mobile IT support 
system. Based on ITIL (Information Technology Infrastructure Library) best practices, 
this article researched and analyzed optimization and improvement of the operation 
and maintenance of IT support systems from many different angles. 
Based on ITIL’s theory of service management, meticulous management and 
process reengineering, this article innovatively assessed the current status of the A 
province mobile’s IT operation management system and provided future design and 
implementation recommendations. It provided a reference for the future construction 
of corporate IT support system operation management. Through this model of 
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models to measure the maturity of their IT support system and quickly and effectively 
identify improvement goals and measures based on the operation management system 
and processes introduced in this article. 
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从 1980 年至今，ITIL 发展经历了三个主要的阶段。第一阶段主要是基于职
能型实践的 ITIL v1 版本；第二阶段主要是基于流程型实践的 ITIL v2 版本。包
含服务支持、基础架构管理等 7个体系；第三阶段主要是基于服务战略、服务实
施（服务转换、设计和运营）和持续性改进为核心的 ITIL v3 版本[7]。 
 （2）ITIL v3核心框架介绍 
服务生命周期是 ITIL v3 核心架构的基础。为有效应对 IT 和业务的快速变
化，ITIL v3 从战术、战略、运作三方面提出服务管理实践方法, 改变了 ITIL
各模块间相互独立的局面。它以服务战略为核心目标，通过服务的设计、转换、
运营进行实施。在服务实施的过程中，通过服务的持续改进完善整个实施过程，
将 IT 服务实施整合为良性循环的过程。 
在这个服务生命周期循环过程中，服务战略是服务运转的核心；服务的设计、
转换和运营是具体的实施过程；服务改进则是根据服务的定位和战略目标，对相
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